EPHRAIM MOGALE 

LOCAL MUNICIPALITY 

H 111 

MARBLE HALL 
0450 

* 013-261 8400 
S) 013-261 2985 


EXTRACTS FROM THE MINUTES OF THE 4™ ORDINARY COUNCIL MEETING OF EPHRAIM 
MOGALE LOCAL MUNICIPALITY HELD ON MONDAY THE 30™ JUNE 2014 



OC4/03/2014 SERVICE DELIVERY CHARTER 12/1/11/1 


RESOLVED 

1 . That the Council takes cognizance of circulated report. 

2. That the Council approve the circulated Service Delivery Charter. 

3. That the Council instruct the Acting Municipal Manager in consultation with Director 
Corporate Services to implement the decision accordingly. 



K.N KEKANA 

SPEAKER 30 JUNE 2014 

FINALISATION BY: 

Referred to by Municipal Manager 





Leeuwfontein Office (013) 266 7025 
Elandskraal Office (013) 268 0006 
Zamenkomst Office (01 3)973 91 60 
Traffic Section (013)261 8400 


N.S. 



Municipal Manager 




Date Received 


ALLE KORRESPONDEN SIE MOET AAN DIE 
MUNISIPALE BESTUURDER GERIG WORD 


MANGWALO KA MOKA A LEBANT3HWE 
GO MOLAODl WA MASEPALA 


ALL CORRESPONDENCE TO BE ADDRESSED 
TO THE MUNICIPAL MANAGER 



OC4/03/2014 SERVICE DELIVERY CHARTER 


12 / 1 / 11/1 


PURPOSE 

To request the Council to approve the circulated Service Delivery Charter. 

BACKGROUND 

Ephraim Mogale Local Municipality as a government entity approved its Customer 
Care Policy during its meeting 3 rd Council meeting held on the 30 th March 2013 per 
item C3/03/2012 as part of a process to ensure compliance with the generic service 
standard and values generally known as Batho Pele Principles. 

As part of enhancing accountable administration the Service Delivery Charter has 
been developed as a document that will guide both officials of the municipality and 
community members on what can be offered by the municipality and what can be 
expected by members of the public. 

The attached Service Delivery Charter further seek to inculcate a culture of taking a 
good care of our clients when they visit the Municipality including when they interact 
with the institution via any form of communication. 

It is necessary that as an institution we give serious consideration to the people who 
are the reason for our existence by complying to principles that empowers the 
community to hold us accountable. 

PROPOSED RECOMMENDATIONS 

1 . That the Council takes cognizance of circulated report. 

2. That the Council approves the circulated Service Delivery Charter. 

3. That the Council instruct the Acting Municipal Manager in consultation with 
Director Corporate Services to implement the decision accordingly. 

RECOMMENDATIONS OF THE EXECUTIVE COMMITTEE 

1 . That the EXCO takes cognizance of circulated report. 

2. That the EXCO recommends to Council to approve the circulated Service 
Delivery Charter. 

3. That the EXCO instruct the Acting Municipal Manager in consultation with 
Director Corporate Services to implement the decision accordingly. 

RECOMMEND TO RESOLVE 

1 . That the Council takes cognizance of circulated report. 

2. That the Council approve the circulated Service Delivery Charter. 

3. That the Council instruct the Acting Municipal Manager in consultation with 
Director Corporate Services to implement the decision accordingly. 


For Decision 
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EPHRAIM MOGALE MUNICIPALITY 
INSTRUCTIONS TO MANAGERS 


EXTRACTS FROM THE MINUTES OF THE 3 RD COUNCIL MEETING OF EPHRAIM 
MOGALE LOCAL MUNICIPALITY HELD ON FRIDAY THE 30™ MARCH 2012. 

i 

FILES: 12/1/11/1 [10/01/07/01] 

Original of this document on file: 12/1/11/1 [10/01/07/01] 


FINALISATION BY: 

Jl&titiCL bv M,n, gCT 

C3/03/2012 CUSTOMER CARE POLICY 12/1/1 1/1 [10/01/07/01] 


RESOLVEP 

1 . That the Council takes cognisance of circulated report. 

2. That the Council approves the circulated Customer Care Policy. 

3. That the Council instructs the Municipal Manager in consultation with Manager Corporate 
implement the decision accordingly. 


S.RMONAKEDI 

MUNICIPAL MANAGER 3 April 2012 



REGISTRATION OFFICE 


Officiai responsible for the circulation of this document (Please print): Oupa Aphane 
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Any information contained in this document shall not be disclosed to any third party or used for any other purpose(s) except 
for official purposes unless prior written consent was obtained from the Greater Marble Hall Municipality. 



EPHRAIM MOGALE LOCAL MUNICIPALITY 



CUSTOMER CARE POLICY 


DOCUMENT APPROVAL 


Responsible 

Person: 

Name 

Signature 

Date 





Date of approval: 
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Introduction 


1 . 

1.1 Ephraim Mogale Local Municipality is a service-oriented public institution 
and is committed to ensuring customer service excellence forms an 
integral part of planning, resourcing and delivery of all Municipal services. 

1.2 The Customer Care Policy aims to ensure that all sections of the 
community including those with special needs have equal access to 
service delivery. 

1 .3 The Customer Care Policy aims to ensure that all Municipal official uphold 
and commit to the philosophy of Batho Pele. 

2. Objectives of the Policy 

2.1 To provide quality service to all Municipal clients interacting with the 
institution such as members of the public, service providers, contractors, 
fellow staff members in other department and other government agencies. 

2.2 To ensure that customers are provided with the relevant information as 
and when is needed in an appropriate format. 

2.3 To ensure customer complaints are addressed promptly, timeously and to 
the full satisfaction of the client. 

2.4 To ensure that customers, both internal and external to the Municipality 
receive a consistent and fair treatment at all times. 

2.5 To reduce financial and time costs incurred arising from poor customer 
service due to repeat calls from and to customers. 

2.6 To equip our staff with knowledge and competencies to continuously 
enhance the service standards according to changing customer needs. 

3. Scope of the policy 

The policy applies to all Municipal officials, Councillors and Ward Committees 

members in the service of Ephraim Mogale Local Municipality. 

4. Standards and values 

4.1 The key objective is to ensure consistency and efficiency in customer 
service provision by: 

(a) Providing a standard that is simple and user friendly. 

(b) Providing a documented framework and guidelines. 
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(c) Developing performance targets which are reviewed regularly and 
gather feedback from staff, Councillors, the public and other 
stakeholders. 

4.2 All Municipal employees in all departments shall adhere to the following 

customer service standards: 

(a) Acknowledge receipt of enquiries within 3 working days and 
respond within 10 working days. Acknowledge 100% of enquiry 
done through emails within two (02) working day. 

(b) Acknowledge receipt of formal complaints within three (03) working 
days and respond within fourteen (14) working days. 

(c) Answer 90% of telephone calls across the council within 15 
seconds. 

(d) Provide information about services in Sepedi, English, Afrikaans, or 
any other languages spoken in South Africa when requested to do 
so. 

(e) Show empathy when addressing any special needs of clients. 

(f) Ensure, where necessary that all buildings are accessible to 
people living with disabilities. 

(g) Involve the community in the process of developing and enhancing 
our services. 

(h) Aim to provide a service that treats people fairly and equitable. 

(i) Project a customer friendly gesture at all times whether you are 
able to provide the necessary service standards to the client or not. 

(j) adhere to customer friendly offices by declaring office a no eating 
zone, where proper posters and wall pictures will be hanged. 

5. Customer interaction 

5.1 Face-to-face contact: 

(a) Customers will be greeted in a polite and courteous manner. 

(b) Staff shall always give their full attention to the customer. 

(c) Where possible, staff shall aim to resolve the customer’s enquiry at 
first contact. 
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(d) The Municipality aims to ensure that all customers are catered for 
and appropriate arrangements are in place and where possible 
translation facilities shall be offered. 

(e) Staff meeting with customers at the first point of contact shall 
ensure that adequate information regarding the customer's enquiry 
is obtained, while ensuring confidentiality especially when dealing 
with sensitive enquiries in a busy reception area. 

(f) Staff at first point of contact shall give customers the option of 
seeing specialist members of staff, either in an interview room, or in 
the open reception area. 

(g) At first contact, staff shall aim to ensure that customers are not left 
unattended for more than ten (10) minutes in reception or an 
interview room without providing an update on issues or progress, 
either directly or via a colleague. If staff is unavailable the customer 
shall be made aware of the expected waiting time. 

5.2 Waiting times: 

After initial contact, customers shall be given an indication of how long 
they can be expected to wait. If waiting time exceed 10 minutes, the 
receptionist or the secretary to the director must inform the customer. 

5.3 Telephone calls: 

5.3.1. Staff shall aim to answer telephone calls within 15 seconds or after 
three (03) rings. 

5.3.2. Calls in departments and sections shall be answered with: 

(a) Good morning / afternoon 

(b) Department, name and surname or first name. 

5.3.3. However staff in Satellite Offices or external offices shall answer 
calls with: 

(a) Good morning / afternoon, the facility/site and the person’s 
name. 

5.3.4. Staff shall aim, where possible, to resolve the customer's telephone 
enquiry at first contact. 
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5.3.5. Telephones shall be attended during published open hours. If an 
official is away from his/her desk, phones should be drawn by the 
official in the next office and a message shall be taken and given to 
the appropriate official on his/her return to office. Customers shall 
not be left with an impression that he/she could not be assisted. 

5.3.6. In cases where a customer has a hearing impairment, 
arrangements shall be made to assist him/her in conveying his/her 
enquiry. 

5.3.7. The switchboard telephone shall not be used to make calls or 
receive calls by any person who is not operating the switchboard at 
a particular time, as that has a potential to disturb incoming calls. 

5.3.8. If a call is put on 'hold' the customer must be told why this is 
happening and kept updated if the waiting time is longer than 
expected. 

5.4 Answering machine and voicemail: 

(a) Answering machine and voicemail may be used to ensure that 
telephone calls are answered. 

(b) Recorded messages from answering machine shall provide 
customers with an alternative contact number or details. 

(c) Answering machine / voicemail shall give the caller an option to 
leave a message. 

(d) All work related messages must be responded to as soon as 
possible, ideally within 24 hours or the next working day if the 
message is left over a weekend, after hours or a public holiday. 

(e) Municipal officials shall update voicemail each day detailing 
whether available, on holiday or giving alternative contact details / 
numbers or forward calls to another number or colleague. 

5.5 Written correspondence: 

(a) Incoming written correspondence fax and mail shall be acknowledged 

within three days and responded to in 10 working days. 

(b) Receipt of an email shall be acknowledged in two (02) working days. 
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(c) The presentation and content of any written correspondence must be 
clear, easy to understand, accurate and include a contact name and 
number. 

(d) All issues raised by the customer shall be acknowledged and responded 
to within the correspondence. 

5.6 Complaints Procedure: 

(a) Municipal official shall aim to resolve all concerns raised by customers 
immediately and informally. 

(b) Municipal official shall inform the customer that if the informal resolution is 
not to his/her satisfaction, a formal complaint may be lodged and explain 
how to do this. 

(c) Customers should have an acknowledgement of their complaint within 
three (03) days and a full written reply within fifteen (15) days. 

(d) Heads of departments shall analyze any complaints about the service in 
their respective directorate and take remedial action so that such 
problems do not recur. 

(e) The service failures may involve: 

(i) Unjustified delays. 

(ii) Failure to follow council policies, rules or procedures. 

(iii) Failure to provide a service according to Batho Pele principles 

(iv) Failure to tell people of their rights or entitlements. 

(v) Providing inaccurate or misleading advice. 

5.7 Publications: 

5.7.1 The following information shall be available in all Municipal publications; 

(a) Service Standards. 

(b) Progress on projects undertaken by the municipality 

(c) Changes made to services as a result of feedback, complaints or 
consultation with relevant stakeholders. 

(d) the placing of an HIV /AIDs ribbon on all Municipal correspondence. 

5.8 Suggestions and complaints: 

(a) The Municipality encourages customers, partners and staff to make 
suggestions or complaints through putting such in the suggestion boxes 
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located at all Municipal offices and through the book located at the 
reception area, the bank hall in finance, and traffic section. 

(b) Suggestions and complaints shall be acknowledged within 3 working days 
of receipt to those customers who have given their contact details. 

(d) Suggestions and complaints shall be addressed within seven (07) working 
days after acknowledgement. 

(e) Where concerns could not be addressed customers should be given valid 
reasons. 

5.9 Customer safety and health: 

(a) All customers visiting Municipal buildings shall be provided with a safe 
environment. 

(b) The council shall at all times comply with Health and Safety guidelines as 
espoused in the OHSA No 85 of 1993. 

5.10 Staff training and development: 

(a) The Municipality shall ensure that staff receives continuous training to 
enable them to satisfy customer expectations and keep their skills up to 
date. 

5.1 1 Staff name badges: 

(a) Where appropriate, Municipal officials shall be neatly dressed to meet 
members of the public. 

(b) Office bound officials shall at all times wear printed name badges. 

(c) Other categories of staff that interact with customers must at all times 
wear a name badge that specify their name and designation and signed 
by the Municipal Manager. 

5.12 Buildings and signage: 

(a) Municipal buildings shall be clearly signed internally and externally. 

(b) Reception points shall be attended during opening hours. 

(c) Reception points shall be welcoming clean, tidy and displays on walls 
should be off high quality 

(d) Reception points shall display clear and accurate opening times. 

(e) Details of services and personnel available shall be displayed clearly in all 
reception areas. 
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5.13 Information / Communication: 

(a) Information for the public shall be clear and reviewed regularly. 

(b) Published and stored information shall be accessible to customers with 
specific needs and in line with the Promotion of Access to Information Act 
no. 2 of 2000 upon approval by the Municipal Manager. 

(c) Information to the public and other stakeholders should be sent timeously 

(d) Any communication shall be clearly identified as Ephraim Mogale Local 
Municipality with author, current date and applicable file numbers. 

(c) The Municipality promotes the use of electronic medium to provide 
customers with information. 

5.14 Availability and access: 

5.14.1 The Municipality shall ensure that customers have easy access to 

information such as: 

(a) Opening times. 

(b) Offices and addresses. 

(c) Names of directors, managers, Councillors and Ward committee 
member and CDWs. 

(d) Facilities / services available. 

(e) Access details. 

(f) Means by which contact can be made. 

(g) After hours contact details. 

5.15 Staff conduct, awareness and safety: 

(a) Frontline staff shall arrive on time at work and should never leave their 
points unattended. 

(b) Municipal official shall be courteous and polite when dealing with 
customers and expect to be treated in the same way. 

(c) In any case of extended dispute, frontline staff must seek assistance from 
their immediate supervisor who shall liaise with the immediate manager. 

(d) . The Municipality shall ensure that procedures are in place to safeguard 

staff from both verbal and physical attack by customers. 

(e) Actions shall be taken legal or otherwise where verbal or physical attacks 
are made against the Municipal officials upon proper investigation. 

8 




(f) Municipal officials shall at ail times dress properly and wear their 
respective name badges for ease of identification by customers. 

(g) Frontline staff shall limit answering cellphones, because assumptions are 
that cellphones are believed to be private and clients shall have an 
impression that they are not being attended to. 

CERTIFICATE OF ENDORSEMENT: 

The Agreement to this Policy shall come into effect on the date of endorsement and 
shall cease only in the event where such changes/variations has been reduced to 
writing and been signed by the Accounting Officer. Unless in the event where any 
changes in any applicable Act, Legislation or Bargaining Council Main Agreement has 
jurisdiction to supersede. 
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